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A high performance public service is increasingly recognised as a critical ingredient in international 
competitiveness. The success of public service organizations depend on the availability of globally 
competent workers. Due to cultural challenges and complexities, public service workers need to embrace 
the right capabilities to deal effectively with global customers. One of the key managerial competencies 
that are needed for dealing effectively with people from different cultural backgrounds is ‘Cultural 
Intelligence’ (CQ). Emotional Intelligence (EQ) is another complementary form intelligence that has a 
potential to contribute to more positive attitudes, behaviours and outcomes. When interacting with 
customers, Social Intelligence (SQ) is an important competency used to describe and predict human 
behaviour. The main purpose of this study is to investigate the relationship of CQ, EQ and SQ on 
employee work performance in cross-cultural service encounters. This study also will investigate whether 
Islamic Work Ethics moderate the relationship between the intelligences (CQ, EQ and SQ) with employee 
work performance in the public service organizations. 
 
Keywords: cultural intelligence, emotional intelligence, social intelligence, Islamic work ethics, cross-
cultural encounter, public service, work performance. 
 
INTRODUCTION 
In recent years, there has been growing dissatisfaction with the performance of public organizations in 
Malaysia. Even though many measures have been initiated and implemented by the government to 
improve the service delivery and performance of the public service, Malaysia public sector is still 
subjected of criticism due to inefficiency, red tape, lack of flexibility, ineffective accountability and poor 
performance (Siddiquee, 2006). According to Public Complaint Bureau, there has been growing number 
 





of complaints made against the public service. Total number of complaints received by Public Complaint 
Bureau was 5,347 (2007), 8,066 (2008) 12,683 (2009), and the number rose to 14,700 (2010).    
Globalisation has posed serious challenges for Malaysia, public service organizations are pressured to 
seek solutions to cope with demands for better services from the consumers who are more conscious of 
their rights and more critical of service standards. By its nature, the sale and delivery of cross-cultural 
services involves interactions between service providers of one culture and customers of another (Sizoo et 
al, 2004). During these encounters, differing cultural norms and values often create misunderstandings 
and conflict that can result in an unhappy customer, a frustrated provider, and lost business (Cushner and 
Brislin, 1996).  
 
Winsted (1997) claimed that very little research has examined the effect of culture on service encounters. 
In addition, Gelfand et al. (2007) asserted that there is relatively little research that focuses on factors that 
could improve intercultural encounters. As public service providers also serve the global market, they 
may experience problems when dealing with customers from diverse cultural backgrounds. Thus, service 
personnel need to be provided with the right capabilities and competencies that will help them to deliver 
superior service offering to global customers. Responding to this need, this study will incorporate all three 
components of intelligences: Social Intelligence (Thorndike and Stein, 1937), Emotional Intelligence 
(Mayer and Salovey, 1993), and Cultural Intelligence (Early and Ang, 2003). This study proposes that 
Cultural Intelligence (CQ), Emotional Intelligence (EQ) and Social Intelligence (SQ) are essential 
capabilities that all service workers should acquire to achieve better work performance in culturally 
diverse working environment. 
 
Public officials, being servants of the public are expected to serve the society with the highest degree of 
responsibility, integrity and loyalty and remain accountable for their behaviour, actions and performance 
(Siddiquee, 2006). Yousef (2001) investigated the moderating effect of the Islamic Work Ethics (IWE) on 
the relationships between the organizational commitment and the job satisfaction. The results showed that 
IWE moderated the relationship between job satisfaction and organizational commitment. Nithyanandan 
(2010) study found that the group with high work ethics have a high intrinsic motivation and Mundhra, 
(2010) found that intrinsic motivation also affects the job performance. Work ethics compliment if 
business is carried out in a determined environment thus result in higher performance and extensive 
success (Ali and Al-Owaihan, 2008). Yandle (1992) argues that a decline in work ethics can lead to lower 
level of job performance. Therefore, this study can be extended further to investigate whether Islamic 




The growing interest in “real world” intelligence has introduced new types of intelligences such as 
Cultural Intelligence (CQ), Emotional Intelligence (EQ) and Social Intelligence (SQ) (Ang et al., 2007). 
CQ, SQ, and EQ, are claimed to be the theoretical extension of Gardner’s Theory of Multiple Intelligence 
(Early and Ang, 2003). 
 
Cultural Intelligence (CQ) 
Gardner (1983) defines intelligence as “the ability to solve problems or to create products that are valued 
with one or more cultural settings”. He argues that there are various forms of intelligence essential for 
solving different kinds of problems (beyond the traditional focus on academic and cognitive problems). 
Considerable attention has been focused on Emotional Intelligence (Mayer and Salovey, 1993), Social 
Intelligence (Thomdike and Stein, 1937), and Practical Intelligence (Sternberg, 1997) but none of these 
intelligences focus on the ability to solve cross-cultural problems (Gardner, 1993).This gap has prompted 
 





Earley and Ang's (2003) work on Cultural Intelligence (CQ). Drawing upon Sternberg and Detterman’s 
(1986) multi-loci theory of intelligence, Early and Ang (2003) conceptualized CQ as a four-factor 
construct that includes metacognitive, cognitive, motivational, and behavioural dimensions. Culture 
Intelligence is defined as a person’s capability to adapt effectively to new cultural context (Early and 
Ang, 2003). To function effectively, individuals need to be socially apt in deciding on the most 
appropriate behaviour that is suitable in an intercultural interaction. According to Livermore (2008), the 
four dimensional model reiterates that individuals with higher CQ level are influenced by four factors: 
CQ Drive (Motivational Intelligence), CQ Knowledge (Cognitive Intelligence), CQ Strategy (Meta-
cognitive Intelligence) and CQ Action (Behavioural Intelligence).  
Strategy CQ (Meta-cognitive) reflects mental process that individuals use to acquire and understand 
cultural knowledge including knowledge and control over individual thought processes (Flavell, 1979) 
relating to culture. People with high Strategy CQ are consciously aware of others cultural preferences 
before and after interactions (Ang et al., 2007). Knowledge CQ (Cognitive) focuses on the knowledge of 
the norms, practices and conventions in different cultures acquired from education and professional 
experiences (Ang et al., 2007). This includes the knowledge of the economic, legal and social systems of 
different cultures and subcultures (Triandis, 1994) and knowledge of the basic frameworks of cultural 
values (e.g., Hofstede, 2001). Those with high Knowledge CQ are better able to interact with people from 
a culturally different society (Ang and Inkpen, 2008). Drive CQ (Motivational) reflects the capability to 
direct attention and energy toward learning about and functioning in situations characterized by cultural 
differences (Ang et al., 2007). Those with high Drive CQ direct attention and energy toward cross cultural 
situations based on intrinsic interest (Deci and Ryan, 1985) and confidence in their cross cultural 
effectiveness (Bandura, 2002). Action CQ (Behavioural) reflects the capability to exhibit appropriate 
verbal and non-verbal actions when interacting with people from different cultures (Ang et al., 2007). 
Those with high Action CQ exhibit situationally appropriate behaviours based on broad range of verbal 
and non-verbal capabilities such as exhibiting culturally appropriate words, tones, gestures and facial 
expressions (Gudykunst, Ting-Toomey and Chua, 1988).  
 
Earley and Ang (2003) have previously argued that CQ is a manifestation of intelligence; therefore, CQ is 
a more proximal predictor of performance outcomes. Previous empirical studies have demonstrated that 
CQ predicts a range of outcomes in intercultural contexts such as the consequences of CQ on expatriate 
performance (e.g. Chen et al. 2010), cultural adaptation (e.g. Templer, Tay, and Chandrasekar, 2006), 
intercultural negotiation effectiveness (e.g. Imai and Gelfand, 2010), leadership potential (e.g. Kim and 
Van Dyne, 2011), and leadership effectiveness in culturally diverse work groups (e.g. Groves and 
Feyerherm, 2011). Most studies have focused on the direct effect of CQ on cultural adaptation and 
performance. The link between the intelligences and performances required more refined conceptual 
thought and empirical investigation.Thus, in this study we propose a more complex model that will 
investigate further the moderating effect of Islamic Work Ethics on the relationship between CQ, EQ and 
SQ and work performance. 
 
In this study, Cultural Intelligence will be measured using Cultural Intelligence Scale (CQS) developed 
by Ang et al. (2007).The CQ scale (CQS), consisted of 20 items with four sub-scales which consisted of 
Strategy CQ (4 items), Knowledge CQ (6 items), CQ Drive (5items) and CQ Action (5 items).  
 
Social Intelligence (SQ) 
The concept of ‘Social Intelligence’ was first introduced by Thorndike (1920). Thorndike categorized 
intelligence into three categories: ability to understand and manage ideas (abstract intelligence), ability to 
understand and manage concrete objects (mechanical intelligence), and ability to understand and 
manage people to act wisely in human relations (social intelligence). Following Thorndike’s ideas, 
Gardner (1983) proposed a conceptualization of interpersonal intelligence – the competence to understand 
 





other people, and intrapersonal intelligence – the competence to understand the self and apply it 
effectively in life. Then, Gardner (1993) included Social Intelligence as one of the seven intelligence 
domains in his theory of multiple intelligences.  
Marlowe (1986) defined Social Intelligence as “the ability to understand the feelings, thoughts, and 
behaviours of persons, including oneself, in interpersonal situations and to act appropriately upon that 
understanding”. Brislin, Worthley, and MacNab (2006) state that SQ requires skills that allows one to 
“get along” with others. They further contend that SQ involves skills related to all social interactions and 
acting appropriately in these interactions. Others posit that SQ consists of interpersonal and intrapersonal 
aspects (Salovey and Mayer, 1990). Interpersonal aspects that can be observed in SQ individuals include 
understanding others’ feelings, thoughts, or behaviours (Salovey and Mayer, 1990; Silvera, Martinussen, 
and Dahl, 2001), the ability to read non-verbal cues and accomplish interpersonal tasks (Kaukiainen et al., 
1999), and the ability to act wisely in a situation (Marlowe, 1986). As for the intrapersonal aspects of SQ, 
it involves the ability to understand one’s own thoughts (Marlowe, 1986) and ability to decode social 
information (Fredáková and Jelenová, 2004). 
 
Boyatzis (2009) claimed that Social Intelligence competency is the ability to recognize, understand and 
use emotional information about others that leads to or causes effective or superior performance. Scholars 
began to shift their attention from describing and assessing Social Intelligence to understanding the 
purpose of interpersonal behaviour and the role it plays in effective adaptability (Zirkel, 2000). Social 
Intelligence have been found to be associated with enhanced social problem-solving abilities (Jones and 
Day, 1997), experienced leadership (Kobe et al., 2001), and positive interpersonal experience (Cheng et 
al., 2001). A review of literature shows that there is very limited study on the relationship between Social 
Intelligence and individual work performance. In this study, we defined SQ as the ability to interact 
effectively, successfully blend with others and behave appropriately in different situation. It is expected 
that emotionally and socially intelligent employee is able to effectively understand and express oneself, to 
understand and relate well with others, and to successfully cope with daily demands, challenges and 
pressures in performing tasks in workplace. 
 
Social Intelligence will be measured by using Tromso Social Intelligence Scale (TSIS) developed by 
Silvera, Martinussen and Dahl, (2001). TSIS consists of 21 self-evaluation items with three sub-scales: 
social information processing, social skills and social awareness. 
 
Emotional Intelligence (EQ) 
Public service organizations are settings that require interpersonal interaction and emotions may be 
present during the interactions between the customer and the service provider. The importance of 
Emotional Intelligence is emphasized because human relations in organizations are affected by emotional 
factors more than by rational factors (Jung and Yoon, 2011). 
The foundation of Emotional Intelligence (EQ) can be traced back to the concept of ‘Social Intelligence’ 
that was first identified by Thorndike (1920). Even though Gardner (1983) did not use the term emotional 
intelligence, his concepts of intrapersonal and interpersonal intelligences provided a foundation for later 
models of Emotional Intelligence. The core of intrapersonal intelligence is the ability to know one’s own 
emotions, while the core of interpersonal intelligence is the ability to understand other individuals’ 
emotions and intentions. Salovey and Mayer (1990) who first introduced the term of Emotional 
Intelligence defined EQ as “the ability to monitor one’s own and others’ feelings and emotions, to 
discriminate among them and to use this information to guide one’s thinking and actions”. Salovey and 
Mayer (1990) and Mayer and Salovey (1997) conceptualized EQ as a four-branch model that composed 
of four distinct dimensions: i) Appraisal and expression of emotion in the self, ii) Appraisal and 
recognition of emotion in others, iii) Regulation of emotion in the self and iv) Use of emotion to facilitate 
performance.  
 






Goleman (1998) defined EQ as a “learned capability based on emotional intelligence which results in 
outstanding performance at work. Previous studies indicated that individuals with higher level of EQ are 
more likely to experience performance related success than individuals with lower levels of EQ (Schutte 
et al., 1998). Furthermore, employees with high EQ seem to be more aware of how certain emotions can 
influence their behaviours and work outcomes and adept at regulating their own emotions and managing 
others’ emotions to foster more positive interactions, which could lead to more organizational citizenship 
behaviours that contribute to performance (Law et al., 2004; Sy et al., 2006; Mossholder, Bedian, and 
Armenakis, 1981; Wong and Law, 2002).   
 
This study will utilise measurement of EQ that was developed by Wong and Law (2002) known as Wong 
and Law Emotional Intelligence Scale (WLEIS). WLEIS consists of 16 items. The measure assesses 
emotional intelligence on four subscales: self-emotional appraisal, others’ emotional appraisal, use of 
emotion, and regulation of emotion. 
 
Work Performance 
A high performance public service is increasingly recognised as a critical ingredient in international 
competitiveness. Maximum performance is believed to occur when the person’s capability or talent is 
consistent with the needs of the job demands and the organizational environment (Boyatzis, 1982). Many 
studies have used a touristic setting to examine service encounter. For example, Bitner, Booms and 
Tetreault (1990) studied airline, hotel, and restaurant encounters. Lundberg (1991) looked at productivity 
and hospitality industry encounters. Meanwhile, Hartline and Jones (1996) studied the effect of 
performance cues during a service encounter in the hospitality industry. To date, no research has been 
devoted to study how public service providers perform during cross-cultural encounters. 
 
Performance should be measured as a multidimensional construct. Moreover, each performance 
dimension is related to different aspects of organizational success. The outcome of this study will be 
based on Individual Work Performance measures (IWP). IWP consists of four dimensions: task 
performance, contextual performance, adaptive performance, and counterproductive work behaviour 
(Koopmans et al., 2011). IWP was defined by Campbell (1990) as “behaviours or actions that are relevant 
to the goals of the organization.” Thus, IWP focuses on behaviours or actions of employees, rather than 
the results of their actions. This study will only measure task performance and contextual performance 
dimensions. 
 
The main focus of the IWP construct has been on task performance. Campbell, (1990) defined task 
performance as the proficiency with which individuals perform the core substantive or technical tasks 
central to his or her job. Behaviours used to describe task performance include work quantity and quality, 
job skills, and job knowledge (Rotundo and Sackett, 2002; Campbell, 1990). Contextual performance is 
defined as behaviours that support the organizational, social, and psychological environment in which the 
technical core must function (Borman and Motowidlo, 1993). Contextual performance is different from 
task performance as it includes activities that are not formally part of the job description but it indirectly 
contributes to an organization's performance by facilitating task performance. Behaviours used to describe 
contextual performance include, for example demonstrating effort, facilitating peer and team 
performance, cooperating, and communicating (Rotundo and Sackett, 2002; Campbell, 1990). 
 
In this study, the task performance scale will include indicators measuring planning and organizing work, 
result-oriented working, prioritizing, and working efficiently. The contextual performance scale will 
include indicators measuring taking initiative, taking on challenging work tasks, keeping job knowledge 
and skills up-to-date, and coming up with creative solutions to novel, difficult problems. 
 






Islamic Work Ethics (IWE) 
Islam being the official religion of Malaysia is one of the most influential factor which have shaped 
Malaysian work value systems. The Malaysia government has launched the campaign for ‘Clean, 
Efficient and Trustworthy Administration’ in 1982 and the assimilation of Islamic work ethics concept 
was then introduced in 1985 in order to instil positive work ethics and good moral values among the 
public servants. Islamic Work Ethics (IWE) is defined as the set of moral principles that distinguish what 
is right from what is wrong in the Islamic context (Beekun, 1997). According to Rizk (2008), IWE is an 
orientation towards work and approaches work as a virtue in human’s lives. IWE is originally based on 
the Qur’an, the teachings of the Prophet who denoted that hard work caused sins to be absolved and the 
legacy of the four Caliphs of Islam (Ali, 2005; Rizk, 2008). Ali (2005) affirmed that the IWE is built on 
four principles: effort, competition, transparency, and morally responsible conduct. He further asserted 
that these four principles collectively inspire social contract and trigger a better focus on meeting major 
organizational tasks. IWE constitutes Islam's expectations with respect to one's behaviour at work. IWE 
views dedication to work and work creativity as virtuous. Additionally, IWE has a potential to contribute 
to more positive attitudes which may results in several advantages including hard work, commitment and 
dedication to work, work creativity, cooperation and fair competitiveness at the work place which would 
benefit both the individual as well as the organization.  
 
Even though limited studies have been reported on the relationship between the IWE and individual and 
organizational variables, all that literature is very promising and began to attract more research in many 
parts of the world (Ali and Al-Owaihan, 2008). In a review conducted by Ali and Al-Owaihan (2008), it 
was found that managers working in the public sector scored higher on IWE than those working in the 
private sector. Similarly, Yousef (2001) reported in his findings that employees working in government 
organizations showed stronger support of the IWE. Study by Imam, Abbasi and Muneer (2013) found that 
work ethics proved to be a good predictor of employee performance. Studies have been made about IWE 
with control and role conflict and ambiguity (Yousef, 2000), organizational commitment and job 
satisfaction (Yousef, 2001) and innovation capability (Kumar and Rose 2010), but the relation between 
Islamic Work Ethics and employee work performance has not been adequately addressed in the literature.  
  
In this study, IWE will be measured using an instrument developed by Ali (1992) consisting of 17 items 
(short version). Among the items in this instrument are statements such as: “dedication to work is a 
virtue”, “life has no meaning without work" and “justice and generosity in the work place are a necessary 
condition for the societal welfare.” 
 
RESEARCH METHODOLOGY 
The aim of this research is to ascertain the relationship between CQ, EQ and SQ with work performance 
and also to find out whether Islamic Work Ethics moderates this relationship. There are several 
hypotheses to be tested in this study. Not only that, this study is also interested in finding out the details 
of the relationships. In short, this research will be both quantitative and qualitative in nature. Therefore, 
data will be collected quantitatively using survey method and qualitatively using semi-structured 
interview method. As the data are quantitative and qualitative in nature, it follows that quantitative and 
qualitative data analysis methods will be employed. Quantitative data will be analysed using statistical 
packages such as SPSS or AMOS and qualitative data shall be analysed via interview transcription and 
thematic analysis. 
 
The population for this study will be the public service provider companies in Malaysia. Public service 
provider companies are government’s departments and agencies that provide services to the public. 
 





Sample of the study will be the Malaysian government ministries and agencies that extensively dealing 
with international clients such as Ministry of Tourism, Ministry of Foreign Affairs, Ministry of 
International Trade and Industry, Immigration Department of Malaysia, Royal Malaysian Customs 
Department, Malaysia Investment Development Authority (MIDA), Malaysia External Trade 
Development Corporation (MATRADE), Institute of Diplomacy and Foreign Relations Malaysia (IDFR) 
and few others.  
 
The respondents will be personnel who are in charge of service encounter and usually will interact with 
international customers as part of their work. Badawi (2005) stated that Islamic values, being 
proliferative, are alleged to be universally valid and therefore it is germane to the minority of non-Muslim 
Civil Servants. Therefore, in this study we will include both Muslims and also non-Muslims personnel. 
 
 


















Figure 1 Relationship of cultural intelligence, emotional intelligence, social intelligence and Islamic work 
ethics on individual work performance 
 
This theoretical framework addresses diagrammatically the relationship between Cultural Intelligence, 
Emotional Intelligence, Social Intelligence, Islamic Work Ethics and work performance. The independent 
variables of this study are:  Cultural Intelligence (CQ), Emotional Intelligence (EQ) and Social 
Intelligence (SQ). The moderating variable is Islamic Work Ethics (IWE) and the dependent variable is 
work performance.  
 
Figure 1 depicts a framework that illustrates how individual’s Cultural Intelligence (CQ), Emotional 
Intelligence (EQ) and Social Intelligence interact with employee work performance. Cultural Intelligence 
is split up into four dimensions: 1) Knowledge CQ, 2) Strategy CQ, 3) Drive CQ and 4) Action CQ. The 


























Customers with different cultural backgrounds may have different expectations toward service encounters 
and that they may perceive certain situations differently (Stauss and Mang, 1999). In order to diminish the 
problems caused by cultural differences, employees must have the ability to build interconnections and 
interacting with people from different cultural backgrounds. One of the key managerial competencies that 
are needed for dealing effectively with people from different cultural backgrounds is Cultural Intelligence 
(CQ). Culture Intelligence is defined as a person’s capability to adapt effectively to new cultural context 
(Early and Ang, 2003).  Earley and Ang (2003) have previously argued that CQ is a manifestation of 
intelligence; therefore, CQ is a more proximal predictor of performance outcomes. 
 
People with higher CQs are regarded as able to successfully blend in to any environment, compare to 
those with a lower CQ. High levels of Cultural Intelligence produce versatility with appropriate actions 
when interacting with people from different cultures, energy toward learning how to function in different 
cultural situations, an awareness of cultural norms, and an adaptability to adjust mental modes to 
effectively interact (Ang et al.; Brislin et al., 2006). Whereas, low levels of Cultural Intelligence are 
evidenced by individuals who have difficulty adjusting to those from different cultural backgrounds, a 
low tolerance with not understanding cultural norms, also known as confusion acceptance, and a lack of 
placing energy on focused learning to reach cultural awareness (Brislin et al., 2006).  
 
Drawing from the above discussion, we therefore propose the below hypotheses: 
H1 a - Strategy CQ will be positively related to employee work performance. 
H1 b - Knowledge CQwill be positively related to employee work performance. 
H1 c - Drive CQ will be positively related to employmultipleee work performance. 
H1 d - Action CQ will be positively related to employee work performance. 
 
Emotional Intelligence is another complementary form intelligence that has a potential to contribute to 
more positive attitudes, behaviours and outcomes. George and Brief, (1996) have theorized that job 
performance is influenced by employees’ ability to use emotions to facilitate performance. Employees 
with high emotional intelligence should be more adept at regulating their own emotions and managing 
others’ emotions to foster more positive interactions, which could lead to more organizational citizenship 
behaviours that contribute to performance (Mossholder,Bedian, and Armenakis, 1981; Wong and Law, 
2002). 
 
Lyons and Schneider (2005) examined the relationship of ability based EQ facets with performance and 
found that high levels of EQ would promote challenge appraisals and better performance, whereas low 
EQ levels would foster threat appraisals and worse performance. Employees with high levels of EQ are 
those who can make use of the antecedent and response-focused emotional regulation effectively, and 
master their interactions with others in a more effective manner. The following hypothesis is developed to 
determine the relationship of Emotional Intelligence (EQ) on employee work performance: 
H2 - Emotional Intelligence (EQ) will be positively related to employee work performance. 
 
Cantor and Kihlstrom (1987) claimed that Socially Intelligent persons are able to adapt their behaviour to 
a variety of social situations. When interacting with customers, Social Intelligence is an important 
competency used to describe and predict human behaviour. Boyatzis (2009) asserted that Social 
Intelligence competency is the ability to recognize, understand and use emotional information about 
others that leads to or causes effective or superior performance. Therefore, in this study we hypothesized 
that: 
H3 – Social Intelligence (SQ) will be positively related to employee work performance. 
 
Based on the above arguments, the given framework suggests that service employees who are culturally, 
emotionally and socially intelligent will be more attentive to the needs of their global customers and able 
 





to provide better service offerings. In a successful service encounter, employee with high CQ, EQ and SQ 
will achieve better work performance. Higher levels of CQ, EQ and SQ will lead to higher levels of work 
performance.  
Concern has been expressed that the decline in work ethics corresponds to lower levels of job 
performance (Yandle, 1992). Therefore, we believe that employees with high Islamic Work Ethics will 
decrease the relationship between CQ, EQ and SQ with work performance because they are more 
innovative and capable to face challenges and unpredicted situation with patience and limited effects.  
Therefore, we hypothesized that: 
H5 – Islamic Work Ethics (IWE) will moderate the relationship between the investigated intelligences 
(CQ, EQ and SQ) with employee work performance. 
 
Performance measurement plays an important part in a performance improvement framework. The final 
dimension of the framework reflects the outcomes that result from the relationship between CQ, EQ, SQ 
and work performance. In this study, we expect that individual CQ, EQ and SQ to relate positively to 
employee work performance. Employee with adequate CQ, EQ and SQ competencies will be better able 
to deal with the more complex demands of work and contribute to better work performance. Meanwhile, 
Islamic Work Ethics (IWE) may have a positive impact on employee work performance. 
 
CONCLUSION AND IMPLICATION 
It can be said that an integrated concept of emotional, social, and cultural intelligence competencies offers 
more than a convenient framework for describing human dispositions. It offers a theoretical structure for 
the organization of “real world” intelligences and linking it to a theory of work performance. Due to the 
rise of diversity in business, we believe that CQ, EQ and SQ are critical skills for public service 
workforce. Additionally, superior work ethics such as the IWE provides a platform and strength for the 
entire workforce. It is expected that IWE will induce employees to be more highly involved in their jobs. 
The expected findings can be useful foundation or basis for public service management to hire, promote, 
train, and prepare employees for dealing effectively with international  
Kumar, Rose and Subramaniam (2008) claimed that although past findings show that Cultural 
Intelligence (CQ), Emotional Intelligence (EQ) and Social Intelligence (SQ) are positively correlated to 
various aspects of life outcomes, clear establishment of the theoretical and empirical connection among 
these constructs by scholars still remains elusive in the literature. They found that interrelationship exists 
among CQ, EQ and SQ; and for that reason they suggested future research should pay more attention on 
how these intelligences will simultaneously explain the various individual outcomes. Therefore, in this 
research we will investigate further how these intelligences (CQ, EQ and SQ) simultaneously influence 
individual work performance in the context of public service provider in Malaysia. Furthermore, it is also 
useful to investigate on which construct of intelligence is the strongest predictor to work performance so 
that particular construct can be prioritised as a criteria for hiring employees especially front-line staff. 
 
It is very crucial for public service managements to understand the dimensions and role of CQ, EQ, SQ 
and Islamic Work Ethics (IWE) in order to incorporate this knowledge into their global business plan so 
that they can develop more strategies to strengthen their employees’ capabilities. Public service 
organizations should consider a training module that incorporates all these intelligences. This will enable 
employees to become competent because it provides necessary knowledge and skills on how to interact 
effectively with global customer from different cultural background. Providing excellent service to 
customers will be the best way for public service organization of gaining competitive advantage. 
Furthermore, the long-term benefits from such an investment could be more satisfied customers, positive 
word-of-mouth, repeat business, and increased revenue. 
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